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This thesis describes the process of redesigning a web site and the general guidance 
through the entire project from planning to publishing the final design. The redesign 
project of creating a new site for Verhoomo Reijo Hirvonen Ky was to lift up the site to 
match the standards of today’s Web. 
 
The project and this thesis consist of the steps taken to get to the wanted results. The 
redesign project starts from planning the structure, content, and why the change is 
needed. It can be either the need of updating the technology used or improving 
usability. The technologies used in the project were mainly HTML and CSS. Javascript 
was used to create an image gallery and Google Maps and its techniques were a part of 
the project. 
 
Usability and testing usability is a major part of a web site. With out good usability the 
site will loose its interest and pushes the users away. All the processes that are involved 
in the designing of a web site are related to usability; the structure of the site needs to 
work, the graphical user interface has to be easy to look at, and the content has to be 
right for Web. To learn more about usability, Jakob Nielsen and Steve Krug give 
excellent tips.  
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Insinöörityönä suunniteltiin yrityksen internetsivut uudelleen ja koottiin ohjeistoksi 
yleistasolla koko projekti suunnittelusta lopullisen työn julkaisuun. Uudelleen 
suunnittelun lähtökohta oli nostaa verhoomoyrityksen internetsivut vastaamaan 
internetin tämän päivän teknologiaa.  
 
Internetsivujen uudelleen suunnittelu alkaa rakenteen suunnittelusta, sisällön 
suunnittelusta ja sen selvittämisestä, miksi kaivataan uusia internetsivuja. Se voi johtua 
joko teknologian päivittämisen tarpeesta tai käytettävyyden parantamisen tarpeesta. 
Projektissa käytetyt toteutukset olivat HTML-merkintäkieli ja CSS-tyylikieli. 
JavaScriptiä käytettiin kuvagalleriassa, ja Google Maps ja sen tekniikka olivat osa 
projektia. 
 
Käytettävyys ja käytettävyyden testaus ovat suuri osa www-sivuja. Ilman sujuvaa 
käytettävyyttä sivulta häviää kiinnostavuus, mikä ajaa käyttäjät pois. Kaikki www-sivun 
tekemisen prosessit liittyvät käytettävyyteen: sivujen rakenteen on toimittava, 
käyttöliittymän tulee miellyttää katsojaa ja sisällön on sovittava internetiin. 
 
Tuloksena olivat www-sivut, joiden käytettävyys ja graafinen käyttöliittymä ovat 
yksinkertaiset. Kun käyttäjän ei tarvitse miettiä, mitä tekee selatessaan sivustoa, on 
ratkaisu toimiva. Www-sivuston uudelleensuunnittelun toivotaan kasvattavan 
verhoomon liiketoimintaa.   
Hakusanat www-suunnittelu, HTML, CSS, käytettävyys, kuvagalleria, Google 
Maps  
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1 Introduction 
 
It was only 15 years ago, that the printed Suomalaisen tietosanakirja 11th volume had a 
different meaning for the abbreviation WWW, than what we know today. In the 
encyclopedia it was know as World Weather Watch. These days the majority of Finnish 
people know the abbreviation WWW as World Wide Web [1,4]. Companies from 
around the world can be found on the Internet; this gives anyone the advantage of being 
easily found and giving more visibility. The customer for this project is a company that 
does upholstery for other companies and for individual customers. The company is 
called Verhoomo Reijo Hirvonen Ky, located in Lahti, Finland. It is a family business 
run by Reijo and Anneli Hirvonen. At the moment they employ one person in addition 
to the owners. 
 
Web integration needs constant development. The changes in the system environment 
or use are the most common reasons for wanting changes, but also the development of 
better web technologies is a reason for the desired changes [2,191]. Being seen on the 
web is a good solution for a small company; the use of Web is so common that if a 
company is not found on the web it is almost embarrassing [3,49]. The re-design project 
of the company’s website in this study will hopefully lift it up to date. The design was 
kept simple and easy to use, just as the old pages, but a fresh new look was created. The 
new website is created with simple HTML and CSS, including also a bit of JavaScript 
and PHP. The company is a small one, and the business is good, but they want to be 
found on the Internet, in case someone needs to find out about their services. They want 
to widen the area of what they can offer and provide more information for their present 
customers, and possible new customers.  
 
This thesis will discuss how the project was created and what actions were needed to get 
to the wanted solutions. There are no strict rules about designing, or re-designing a 
website, but finding general aspects and guidelines to follow to get the best of the work 
is the main focus of this thesis. It does not matter if the web project will be a large or a 
small scale one, all the same general ideas will apply.  
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2 Designing a Website 
 
A book, Web designing by Jukka K. Korpela and Tero Linjamaa, had a clever point in 
it: “Making of personal websites has been compared to the fact, that a child wants to 
draw when they get a pen and paper in their hands”, with this in mind we can see why 
the Internet is filled with all sorts of websites and content [1,3]. 
 
People make websites for many different purposes. The site can be almost about 
anything one can imagine, and therefore, it is very easy to find information, 
conversations, opinions, and facts of any topic these days. Websites can be made by 
almost anyone who can read and write. A man or a woman, a person age of 9 or age of 
90, a professional or a beginner, anyone can make websites. Thus web-publishing is 
common and it is growing all the time [1,3]. The Internet is expanding and developing 
all the time and new technologies to the web are being developed. The Internet and its 
old and new solutions are good opportunities to expand a company’s business; in many 
cases companies start, in addition to having an actual store, hosting an e-commerce site. 
This can widen the area of business, to be even international. In the case of Verhoomo 
Hirvonen, the purpose is to widen the area of business to show that they do not only 
upholster furniture but also car seats and boats. In addition they want to be better found 
on the Web. 
 
There is no single right way to create and design websites. Anyone can do what they are 
capable of doing [4,136]. What makes a difference is the fact that people who are using 
the Internet, do not stay long on a poorly made website. It is in the creators interest to 
make the website according to techniques that have been seen as good solutions. The 
website creation tools cannot be said to be rules, but they act more like instructions to 
what has been seen as a working solution. 
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2.1 Planning and Defining the Project 
 
The first and the most important state of designing and re-designing a website, is the 
planning. Planning is important in both designing and re-designing a website, it will 
define the entire project no matter how big or small it is [5,21]. Plans can always be 
changed a little but they will help in the long run to have at least some guideline to 
follow. The planning includes different phases to follow and thus brings one forward 
easily with the work and workflow. 
 
Planning starts from discovering the needs and requirements for the project. It is a 
process to get to know the company the project is for; it can be an in-house project, in 
which case the web developer is already familiar with the company and its needs. The 
project can also be given to an other company that does the website for the company. 
Gathering information about the company, their target audience, the industry and 
competition in general will be a big part of the planning. This information should be 
looked at in the same way as the site’s user would. A good tool for understanding the 
needs of the client is by handing the client a survey asking basic questions about the 
general information, audience, current site, reason for re-design, perception, content, 
technology, updating, and marketing. See Appendix 1 for a model of a Client survey. 
[5,41-43] 
 
Once all the information has been gathered and looked at, the next phase is to determine 
the overall goals of the redesign. By putting together the answers from the client, a brief 
document can be created to be sure both parties are heading for the same goals. Also 
repeating the ideas back to the client is an effective way of understanding what has been 
said. Emily Goto and Kelly Cotler have listed in their book some possible goals that a 
client might have: 
- To increase traffic 
- To increase sales 
- To highlight a new product 
- To make a dynamic, content-driven site 
- To decrease calls to customer services 
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- To create intuitive navigation 
- To streamline browsing and purchasing 
- To create a scalable structure for future growth [5,61] 
 
A project plan needs to be created at the planning phase. It will help to set a budget for 
the entire project, dictating how much time and resources can be assigned to the project 
[5,66]. The project also needs a schedule. It can be in any form; check-off list, email, or 
a weekly plan. Two schedules should be made, one that is an overview, giving the big 
picture of the project, and another one that is detailed, including specific dates for 
deliverables and approval reviews. The overview schedule is a good tool to get the 
project moving with a kick-off meeting. Part of the planning is to assign the project 
team. It is preferable that every member has individual roles and responsibilities, for 
both the client and the developing team. One person from the client side should be 
assigned to receive all the deliverables to be approved and that contact person can make 
the decisions on behalf of the client company. [5,73;76] 
 
The author of this thesis was involved in the creation of the first version of Verhoomo 
Hirvonen’s website, gaining familiarity with the company, and how they want to 
present themselves and the products. The company did not have a logo or a certain color 
scheme to follow, and therefore, a team effort from the developer and the customer was 
needed to work out these issues. The company had plans to change the entire look and 
feel of the website, thus the planning of Verhoomo Reijo Hirvonen’s website started 
from deciding what exactly was to be changed with the site structure and the graphical 
user interface. The old site had a good and simple site structure, and the customer saw it 
as good. With no understanding of web site structures, the customer wanted to see only 
ideas of what it could be. By combining the needs of the company and the developer’s 
ideas the first draft of the web site was created. A meeting to kick-off the project could 
be seen as the opening of the project [5,83].  
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2.1.1 Analyzing Competition 
 
An analysis of competitors is a useful part of the project, and should be done at the 
beginning of the project while doing the project planning. Much of the competition can 
be also outside the Web, but since the idea is to produce a redesigned website, 
competition online is the primary focus. If possible it is a good idea to hire a team to do 
the analyzing but it can also be done by an individual. The point is to get an idea of 
what the competitors’ features and services are and which type of content and user 
experiences they are offering. Based on these facts, the web developer will understand 
what works and what does not work for the users. [6,224-241] 
 
First, the designer needs to find out what is being offered by other companies. An easy 
way to find out this is to ask the client to give a list of what they consider as 
competition and then to search the web with a search engine. Typing a word or a few 
words, the search engine will give the search results, which could be considered 
competition. Verhoomo Hirvonen has quite many competitors that are also upholstery 
companies. Big furniture resellers are also seen as competitors to a certain extent. Some 
competitors are also upholstering furniture, cars and boats, and some are only working 
with cars or furniture. The immediate competitors sites were looked through as a 
consumer would. Part of the analysis was to make a list of features that fits all or most 
of the competitors’ sites, the content, graphics, usability and tasks that can be performed 
on the site, as well as navigation. The designer can decide if they want to include some 
of these features based on the experience gained from going through the competitors’ 
sites. [6,224-232] 
 
Every designer should give an opinion of sites chosen for analysis. The observer should 
look at the whole site and answers a few basic questions, like what is the overall feel the 
user gets, how does the company bring out values and objectives, and what services 
their offer. Also, the sites should be tested briefly for the usability. In addition notes 
should be taken about the observations made about the usability of the sites. From all 
the information gathered, a report of the most important findings should be written to 
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see how they fit to the website being created. Analyzing the competitor will help 
develop the redesigned site to meet the needs and desires of potential users. [6,228-241] 
 
2.1.2 Target Groups 
 
A website can be targeted to a certain group or type of users. A website that is, for 
example, for a college, has a purpose of its own. The website is most likely targeted to 
students, and young people who want to start studying. There is no specific rule or way 
of creating a website for a certain group; maybe the college website is only advertising 
what kind of studies the college offers.  
 
It is important to understand the audience of the company. Information of the target 
group can be found out from the client survey. Also the user capabilities need to be 
considered, deciding what is the target group of the web site. [5,53] There is no specific 
target group for Verhoomo Hirvonen. We can expect that people who use the website 
are of any age, male or female. They can be experienced or inexperienced users of the 
Internet. One of the facts we can be most certain of is that the user will know the 
Finnish language. The wider the range of users the better and easier it is to focus on the 
requirements of the users. 
 
2.2 Developing Site Structure 
 
To start the building of the site, one needs to know what to build. It is good to plan the 
site structure, to know how the site’s navigation will function, what links go where and 
what contents are in which place. This planning helps to organize the site to be user 
friendly and thus the users will easily find what they are looking for [6,23]. Some 
people go to a website to look for specific information. Therefore, it is necessary to 
know what information users would expect to see as a group. Others visit sites to make 
a quick evaluation of a company and some users will go through the entire site. It is 
important to create a site that is both pleasant for the users and easy to use, not making 
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the user think and study too much on how to get around the site. The structure and site 
needs to be looked at as a user would [6,84-85].  
 
The site structure is usually presented with a graph showing the home page at the top 
and moving downwards showing the navigational structure, and by using text to give 
more information. This plan can be used to help with the designing process of the 
graphical user interface and with the making of a sitemap that will help the user get a 
general idea of the site [7,15]. A typical mistake is to make a site structure to follow the 
company’s organizational structure. It is easy to distribute the information to different 
section on the site according to the department, but then the result is rather more 
internally centered than being aimed to the customers [8,198]. 
 
A typical site structure is a hierarchical one, where linking moves down in the hierarchy 
to more detailed levels of information [8,198]. Figure 1 shows the site structure for 
Verhoomo Hirvonen’s new web site. 
 
 
Figure 1. Hierarchical site structure of the new web site. 
 
The Verhoomo Hirvonen site has a hierarchical structure as presented in figure 1. The 
site is divided to high-level categories, then moving down to second and third level in 
the structure. The high-level categories are company information, contact information, 
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contact form, and product information. The site structure was kept nearly the same in 
the new design; only the page that shows the company’s products has been divided into 
three separate pages in the new design, each page showing different categories of 
products. 
 
The home page is the company information page and at the top level, the second level 
shows the rest of the main categories. The product information has been divided into 
three categories, forming the third level of structure. Each category has its own image 
gallery showing all the products in it. The contact form also leads to a third level 
structure; when the form has been sent, the page is directed to an other page informing 
of successful action and showing links to continue on the Verhoomo Hirvonen site. 
Deviations from the hierarchical structure are often seen on web sites. For example a 
page containing current news is being linked to a page with a bulletin of all news but 
also to the home page. This type of linking passing the base structure can be part of the 
actual site structure or a temporary deviation [2,200]. 
 
The navigation is enabling the user to move around the site and if the navigation is not 
working, the entire site is a mess. This is important since “the web is a navigational 
system”, with users moving around the web by clicking hypertext links. The navigation 
should not be just a simple “go-to” link, because it is not giving the users any 
information where they are going. It is important to remember to give answers to the 
user asking; where am I? Where have I been? Where can I go? A navigational system 
that follows the same theme through out the site will help. [8,188]  
 
A common navigation design is to list all top levels of the site, either on top showing 
tabs, as with the Verhoomo Hirvonen’s site, listing the four main categories in the 
highest level of structure. It can also be showing them as a list down the left side, a 
navigation method called breadth-emphasizing design. It is showing the user the full 
scope of the services available on the site. A different color for the link is a good way to 
make sure the users are aware of on what page they are at the moment. Another design 
for the navigation is depth emphasizing, where the full path of the hierarchical structure 
is shown from the home page to the current page, also called as site path [8,203-204]. 
 12 
Showing the site path on the site is useful when the site is very wide. Although all the 
links cannot be shown on a page, the user will still be able to understand the location on 
the hierarchical structure [7,17]. 
 
No rule on the width of the page exists. When people ask web designer expert Jakob 
Nielsen whether the page should be 640 pixels or 800 pixels wide, the answer is that the 
design should not be for a certain size. People have different sizes for monitors, 
different resolutions and browser windows [8,174]. Many changes can occur when the 
user’s browser puts the site together on the screen, the font the developer has intended 
for the site might not be installed to the user’s browser, the user might have disabled 
images, and also the type of browser used may affect the outcome. These facts need to 
be noted when planning and designing the site. [9,106] 
 
Technical Requirements 
 
If the planning has been done well, the next step to take is actually building the 
outcome, in this case, building the website. The creation starts from deciding what the 
content of the website will be and only after that one should give a thought to what the 
graphical user interface will look like [5]. Copyright is something people tent to pass, 
either on purpose or by lack of knowledge. The easiest way to get around it, is to take 
all photos by oneself and create all graphics from an empty canvas, because even 
drastically changing an image with an application is breaking the copyright. The 
customer of this thesis had very clearly thought of what they want, what colors will the 
new visual design will have as the main colors, and what will be the positioning of the 
contents. The next task in this project was to decide what techniques to use to create and 
implement the website. 
 
The first, and the only version of the company’s website was done four years ago as a 
course project at EVTEK Institute of Technology (Espoon-Vantaan Teknillinen 
Ammattikorkeakoulu). It was made by a small group of second year students. After the 
project was done and the website published on the Internet, nothing has been done to 
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the site, except once the contact information was changed due to the fact that the 
company changed their location. 
 
Requirements for the content of the site were, that the company wanted to have an 
image gallery that would be easy to update. That was the first and major change. The 
first idea was to build an image gallery that would use MySQL databases to store the 
images and PHP to publish, and to design an administrator site that would make the 
uploading and downloading of images very simple through the Internet. However it was 
decided together with the client that it would not be needed. An image gallery with a 
large database of images would be an ideal feature with a large-scale image gallery, and 
with an image gallery that needs to be updated frequently. The client company does not 
need to change the images that often, thus I am now in charge of making the changes 
with the images they want. The need for such a huge gallery and updating the images on 
the website is not done very often, thus a simple solution was required. 
 
An important phase of working with websites is to plan and think of the usability. If the 
website will have tens of pages, it is even more important to make it functional. Good 
usability makes always the user stay happy and thus will stay longer on the site. 
Usability is the most important feature of websites. 
 
2.3 Content and Copyrights 
 
The content needs to be clear and include only the necessary information. If one does 
not have much content and not much to say, it is better and easier to keep the pages 
minimum. It is possible to have only one page that says everything including contact 
information and what the company does [1,135-136].  
 
The idea was that the old content of Verhoomo Hirvonen site would receive a new 
graphical user interface and at the same time some new content would be added to the 
website. The company realized, that without a website no company can exist today, 
which can be agreed with [personal communication, September 2008]. Now that they 
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will extend the content of the website to show more of what they do for individual 
customers, they will most likely benefit from it.  
 
The idea of the old site having a horizontal navigation and four different pages was seen 
as good a solution. The old design had the front page telling what the company is, a 
page that had a form to contact the company and a separate page for contact information 
and a map. These all have the same content text in the new design only with different 
font and a few additional sentences. The part that has changed the most is the product 
page. The old design did not have many images, nor an actual gallery, just images 
placed on to the page. It worked fine as it was, but was not seen as the best solution to 
show images in the new design. There are now three image galleries. One gallery is of 
the furniture the company has made, one is a gallery of upholstery done for cars and 
motorcycles, and one for boats. The upholstering of the car seats and boats was not 
mentioned in the old web site but it was considered important to be added to the new 
site. 
 
The website content for the client was kept minimal, one of the reasons being that the 
company is not a big one. They do not promote campaigns or organize competitions, 
and do not publish any news about the company. The idea was to present what services 
the company offers; this is upholstery for furniture, their own production and 
reupholstering, new upholstery for car and motorcycle seats and boat interiors. The 
products are presented on the website in an image gallery that shows products they have 
already made, which should give the website user an idea of all the possibilities they 
offer.  
 
The text that tells about the services offered might not be enough, hence designers tend 
to think people will read and look at everything before moving on with the pages on a 
site. The reality is that users scan the pages and do not see everything, only the parts 
that stand out and seem like a header or something that can be clicked. Everyone seems 
to be in a hurry nowadays and are used to scanning newspapers, magazines and books 
to find the interesting parts. They do not want to figure out the content, they just tend to 
go through a page in a way they are used to and satisfy to the first reasonable option, not 
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necessarily choosing the best option. There is no harm done if the user chooses an 
option that was not what they were looking for, simply just by pressing the back button 
the user gets back to where they started. [4,22-25] 
 
What to present on a website and what not to tell, is up to the creator or in a case of a 
company, up to the company policies. Common sense would say, that it is not a good 
idea to tell every little detail about oneself when creating a personal website, hence 
unfortunately the Internet is being used for criminal activity and if one presents all 
personal information, it can end up in a case of misuse. Better is to keep the website 
simple, in most cases the user visits the site for its content, not for the design. [8,97] 
 
Basic information about the company is an essential part of the website. The text 
content was to be kept minimal, hence people tend not to read long paragraphs from the 
screen. If there are more than two paragraphs people tend to print it out because it is 
faster and easier to read from paper. [4,22] All the images that are shown on the website 
are converted to suite the Internet, with the speed of download in mind. People are more 
interested and willing to wait if it does not take too long to download a website. [8,42-
47] What the company Verhoomo Hirvonen wants to show and does not want to tell is 
all up to them. They want to show what they do, but do not want to, for example, put a 
picture of each employee on their website. 
 
Copyrights 
 
An important fact to remember whenever creating and adding content to the Web is the 
copyrights. The laws concerning Internet and its use in any country around the world 
are very poor. To find information about one’s rights concerning website copyrights is 
fairly easy, and the information can be found on the Internet. Governments are working 
on the development of laws against criminal and wrongful activities on the Internet and 
trying to find solutions to the problems. Something has already been done, for example, 
distributing child pornography on the Internet has been made illegal [10]. In Finland, 
the criminal law was changed in 2007 to keep up with today’s Internet use; the criminal 
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law states that abusing the data communications or information systems is considered as 
criminal activity. [11] 
 
The copyright laws are sometimes misused, either by the lack of knowledge or on 
purpose. The copyright gives the owner all rights to control the use of their piece of 
work. One is breaking the copyright when they reproduce (or copy) a work, display it 
publicly or distribute a work, thus people who make websites, should be careful what 
they show. Even copying text and presenting it, as ones own work, is violating the 
copyright [12]. Sometimes it is possible to use, for example images, created and 
distributed by others. Some people want to offer their work for others to use, but the 
work can be used when one follows the regulations given by the author/owner. Usually 
the author/owner wants a mentioning of who has created the image, or a link going to 
the authors/owners website. Unfortunately there are people misusing this too, they have 
gathered an image gallery to distribute for free use, but the work is not their own. 
 
All the pictures that are on the Verhoomo Hirvonen’s website, have been created under 
the copyright of the company. This was a good solution to avoid any problems with 
copyrights, and now the images that are on the website are protected also by copyright. 
This has been shown on the website with the copyright symbol and text © 2009 
Verhoomo Reijo Hirvonen Ky. The website has a banner, that is made just for the 
project, and from images that are not violating the copyright. 
 
2.4 Usability 
 
The most annoying experience when one is using the internet, surfing on websites or 
looking for information, is when the usability of the website has not been given any 
thought. A website that has been cluttered with many advertisement banners and links 
to every possible place, every bit of the page screaming for attention, will make the user 
loose their interest while trying to look for the actual content of the website, and for the 
actual links that lead from page to page. The pages filled with too many elements 
standing out, have also too many bright colors on one page, which also makes the user 
experience on the website non pleasant. The user will feel like they are being attack and 
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want to leave the site and most likely they will never return to use the website again. 
Also, there is the possibility of the website not having anything that stands out from the 
background to catch the users attention, but still includes a lot of visual noise. Visual 
noise is an element that disturbs the eye while scanning through a website. For example 
in a site with a menu bar that has many links placed one on top of the other and black 
lines separating the links, the black line is the cause of the visual noise. Removing it 
would make the menu easier to scan. Some users do not mind this visual noise but many 
do. [4,38]  
 
What makes the website good, is when the content is kept simple; links to other pages 
and advertisement are separate, and clearly shown. Having many different colors is not 
necessarily a factor that gives a negative effect of the usability, but when the colors are 
in harmony with each other, it will only add to the positive user experience. A simple 
tip of usability by Steve Krug (2000) is that, if something requires a lot of time spent by 
the user, or looks like it will need lot of time to figure out, it is less likely to be used 
[4,6]. The old and new design and the usability of Verhoomo Hirvonen have been kept 
simple. The site includes only basic functionality; links to the pages on the site and a 
form to send to the company. There is no complex structure since the site only has 
seven pages in total. This makes it simple and facilitates the usability. 
 
Websites with very little to give, pages that have only a few links would not be 
considered to be very good in terms of usability. It might be easy for the user to find 
their way around the website, but there is hardly any point visiting the page again. 
Maybe it would work to publish just one piece of writing or an article once in a while, 
but I do not see really any point in doing so. 
 
In addition to making the website work and look nice, functionalities of the website 
need to be tested. People have many different versions of browsers, varying connection 
speeds, and there are the two main operating systems; Windows and Macintosh. If the 
other is forgotten to test for functionality, the website will loose many possible users. 
[5,134] Important part of usability is not only to test if the site works on browsers and 
with different connection speeds, but to test the actual usability of the site. It is 
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important to learn how users find their way around the site, and if they come across any 
trouble while looking trough the site. Conducting a usability test, testing either many 
people or only a few users, easily solves the problems. [4] 
 
W3School states that the two most common browsers are Internet Explorer (IE) and 
Firefox thus all of the usability tests for the clients website were done with the IE and 
Firefox [13]. Table 1 shows that the site worked with all the tested browsers, but IE 
showed some problems with the Cascading Style Sheet (CSS); the IE did not show text 
that was assigned to show all uppercase letters. To fix it, all that was needed to do was 
to actually to write the words with all uppercases in the HTML file. There is another 
way around this problem; it is by defining a separate command for EI inside the CSS 
file. 
 
Table 1. Results of usability testing with most common browsers. 
Tested website HTML CSS PHP Google 
Maps 
Image 
gallery 
Internet Explorer (IE)               
Firefox 3.0.7            
Safari 3.2.1                
Opera 9.20      
 
After fixing the style sheet, words with all capital letters are working. The property 
defining value for all uppercase letter was simply removed from the style sheet. In a 
case of a website with tens of pages, it would have been better to fix the CSS file to 
make the IE display the letters correctly. The Opera browser did not show the Google 
Map the first time the site was entered, but on the second attempt after closing and 
reopening the browser window, the map showed. This problem did not seem very 
severe, so it was left as it is. 
  
A very good step to take is to check the site’s validation, which tells straight away if the 
page will function properly. The validation can be done easily with either a 
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programming editor that supports validation or by entering the site’s address, a file, or a 
code to the Validation site found on the Web and it checks the validity of the page 
against the HTML specifications [7,20]. Many validators are offered; the Verhoomo 
Hirvonen’s site has been checked with the World Wide Web Consortium’s (W3C) 
Markup Validator (also known as HTML Validator). The style sheet was also checked 
with CSS Validator by W3C. Some errors were found, but since the W3C service tells 
where the mistakes are, it was easy to fix it and make the documents to be valid. 
 
2.5 Graphical User Interface 
 
Another important thing is to create a good graphical user interface. It is the first thing 
the user sees when they enter a website, thus creating the first impression [5,140]. 
Creating the graphical user interface is the part that is the most fun to designers. Also 
customers find it interesting and eagerly wait for results. However, they must wait until 
the site structure and content has been decided and created. [5] 
 
The graphical user interface goes hand in hand with the usability of a website. Also, if 
the website is focusing on a certain target group, the user interface can and should give 
some reference to this. For example a website for women, with a little exaggeration, 
might have lots of flowers and pink colors and a website for children could have bright 
colors and colorful images.  
 
Although in need of an update, the company’s old website worked in its simplicity, but 
in a case of a site with more pages and more content it would have been a chaos. The 
properties and values that defined the style of the site were scattered around the files. 
Some styles were defined with a linked style sheet and some styles were in the HTML 
files. This would be acceptable if a certain style only applied to one page in the whole 
site, it could be written to that page, but for the old site it was the same style written on 
every page. The majority of the table’s styles were defined in the HTML code, like the 
size of each column and row, alignment of text within the table cell, padding and 
colspan properties. The values given to the main table (covering the entire browser 
window), the navigation bar, the background color and text were linked to the pages by 
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using a separate style sheet. The problem appears when there is something to be 
changed, something that is included on every page. The old website could have been 
changed by going through each page and changing the values. Also, it would have been 
easy to change text style and background color only by modifying the one style sheet. 
Figure 2 shows the front page of the old design. It looks good and easy to use and 
understandable of what there is to offer, but does not satisfy the company. The look and 
feel did not reflect the company in any way. 
 
 
Figure 2. Front page of Verhoomo Reijo Hirvonen Ky’s old website. 
 
As can be seen from above, a completely new visual look was created by changing the 
color scheme and typography. Although the style of the typography was changed, the 
main idea of having headings and paragraphs was kept as it was with the old design: 
bold headings with a slightly larger font than in the paragraphs and links with a certain 
color. A banner on the top of the page defined most of the color scheme through out the 
site, the main colors being red, black, white and gray; clean, harmonic and modern.  
 
The layout idea of having the links on the top horizontally and text written inside a text 
area was also executed with the new design. The main point was to keep everything 
simple in terms of the design and usability. 
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3 Re-designed Website 
 
3.1 GUI Design Solutions 
 
The building of the website started from scratch. The new website was created with 
different techniques than the old one. The old site was badly in need of an update, 
because the technology and ways of creating websites change with a rapid paste. Hyper 
Text Markup Language (HTML) and Cascading Style Sheet (CSS) were chosen to use 
as methods for creating the site. The old website was made by creating a table structure 
with HTML, and all the pages had one general visual design; colors of links, hovering 
over link colors, titles, headings, and paragraph styles were controlled with CSS and 
some values for the style properties were given in the HTML document.  
 
It is important to keep the visual feel the same through out the entire site to create a feel 
of continuity. Using a single style sheet linked to the site will help with the continuity. It 
is easy to change just a part of the design and not every single page. With the exception 
of a style needed on a single page, the style should be embedded to the code of that 
page. A linked style sheet would still be needed, but the embedded one should overrun 
it. The download of the page will be faster when there is one linked style sheet and this 
will benefit usability. Also, the site need to work even without the style sheet, since 
every user can set their own preferences to the browser, and some might have it turned 
off. “The style sheets are cascading, meaning that the site’s style sheet is merged with 
the user’s style sheet to create the ultimate presentation”. [8,81-83] 
 
The new design was made mostly by using CSS, to define the visual design through out 
the entire website. A style sheet was used to define the banner image, the background 
colors, to create and define the colors of the menu tabs, and to define all different text 
styles on the page. These include a heading (<h1> tag), body text inside  <p> tags, the 
tags for links, and text on the bottom saying all is under a copyright, which is defined 
by giving an id to the <p> tag. A style sheet, not HTML, defines even the black lines 
seen at the very top and at the bottom of the page. 
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Instead of placing the elements with a table structure to the pages, like in the old version 
of the site, all the elements, such as the banner, all the text, all the images, the image 
galleries, and the Google Map have been defined a place by <div> tags in the HTML 
file. All the elements are placed inside a main container element. The code in Figure 3 
shows the main class selector.  
 
 
Figure 3. CSS values for properties that create the main container. 
 
The  “div.container” will define the style for the area where everything is placed. It will 
give values to different properties in the container, defining the size, color, and making 
black lines on top and on the bottom of the container. Figure 7 on page 23 shows what 
the design looks like when viewed with the Safari browser. The next element is the 
header area, which is where the image banner is located. The CSS code is shown in 
figure 4. 
 
 
Figure 4. CSS properties that define the area where the banner is. 
 
The style sheet defines where to find the image and places it inside the <div> tag in the 
HTML which will have class=”header”. There is one more major <div> tag, it is where 
the actual content, text and images, of the site is placed. All that the “text” property does 
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is define a certain size area, with padding around the sides. Figure 5 demonstrates the 
CSS code used. 
  
 
Figure 5. CSS values to define properties for the text area. 
 
The menu tabs were created by using CSS properties and values. First an area is defined 
for the menu tabs in the style sheet by assigning values to a property called menu tabs, 
then by giving an id=”menutabs” to a <div> tag in the HTML file the area is created. 
Figure 6 is a part of the CSS code that defines values for some of the properties.  
 
 
 Figure 6. Part of the style sheet that defines the menu tabs. 
 
The text within the blocks/tabs is defined with a <ul> tag, which is an unordered list, 
and <li> tag that defines the list item. The item in this case is the link, and the list is all 
the links together. The part that defines the colored box is a property called “menutabs 
a” with values that define the black color, white space between each box and the text 
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style. Other properties define the style of the menu tabs when a mouse is moved over 
and what is the current page/current tab. The result of the menu tabs created with CSS 
can been seen in figure 7. 
 
 
Figure 7. Shows the main elements defined with CSS. 
 
Everything that can bee seen on the screen shot of figure 4, the background, the black 
lines on top and at the bottom, the large image banner, the menu tabs with details like 
the white line between every tab, the text style, and the text area have been given its 
place and style with one style sheet linked to the HTML document. 
 
3.2 Google Maps and Mashups 
 
The Web has many services offering dynamic maps and driving direction services. 
Google Maps is one of these services; it is a powerful and user-friendly mapping 
technology. The range of what a user can do with the Google Maps is huge, including 
features such as draggable maps, satellite and terrain views, traffic information, 
zooming the map view in and out. It also provides detailed directions for driving, 
walking or public transportation (the public transportation is not available for Finland, 
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and the walking directions are still a beta-version), and also a business search is 
included. All this can be added to an external website by using Google Maps API 
(application programming interface). [14] 
 
The Google Maps is well known and works well, thus it was chosen to be embedded to 
the website of Verhoomo Hirvonen. The purpose of the map is to give an idea where the 
company is located. It is embedded to the contact information page inside an iFrame. 
The map can be easily placed to the site and does not require complicated programming 
skills. Only if there are modifications to be done to the map, one needs to have 
JavaSripting skills. Then the Google Maps API can be implemented. 
 
For a web developer, Google offers the Google Maps API as a free service, available for 
any website that is free to consumers. It lets the Google Maps to be embedded to an 
external web page by using JavaScript. To use the API, sign up for an API key is 
required, and after receiving the API key, the map application can be embedded and 
developed. Also Google Ajax (asynchronous JavaScript and XML) API framework is 
supported. The APIs lets the developer manipulate the maps by various ways; by adding 
a map to a website, a dynamic search box, or download feeds, this is all done with 
JavaScript and HTML. Browsers that support these APIs are Internet Explorer 6.0+, 
Firefox 2.0+, Safari 3.1+, and Google Chrome. [15;16] 
 
If only a map with one location is wanted to be embedded to a site, the developer can 
search for the location first in Google Maps. Then Google offers help to place the 
mashup on the developers on site by giving the code that needs to be placed to the site, 
usually within a div-element. Google asks the user what size the iFrame is wanted to be, 
thus the developer does not even need to define anything for the iFrame that the mashup 
requires. Even the little pin that shows the location is within the code that was copied 
from Google Maps. The information box that appears from clicking the pointer on the 
map has an option that the user can also search for direction on how to get to the 
company. This is a useful feature: now that it is already within the map’s functions, the 
user does not need to look for a search engine to get directions. [14] 
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Another feature of the Google Map API is Mapplets. Mapplets are mini-applications 
that can be created and are supported by the API, they can be added to allow externally 
hosted applications run within Google Maps. The Mapplets are a type of gadget 
regarded as XML (Extensible Markup Language) metadata. They are to overlay 
information shown on the Google Maps, the information can include for example 
weather conditions, photos, and points of interest like a museum or a zoo. Opportunities 
of what can be added to the Google Maps with the Mapplets seem limitless. They are 
like websites, and can include the same functions, like HTML, Flash and JavaScript. 
When a user runs a Mapplet, it is displayed through an iFrame, and the information is 
fetched from a web server where the Mapplet is. All the applications that can be 
overlaid to the Google Maps are called mashups. [17] 
 
Mashups are web applications, like Mapplets, that combine data from different sources 
and put it all together. The content of mashups are gathered through a public interface 
or APIs or the mashup can include web feeds like RSS (Really Simple Syndication). 
The content data is always from a third party, thus simple embedding of data from 
another site is not a mashup site. The mashups are not only for the Mapplets; they 
support also, for example Web services, instant messaging or e-mail messages. [18] 
  
3.3 Image Gallery 
 
The image gallery was made as a new addition to the content of the website. The old 
website had images of the company’s products, but the re-designed version has more 
images and products on the website. As mentioned earlier, there was a need for a 
lightweight and simple image gallery. The purpose of a lightweight gallery is to keep it 
functioning and running easily on the web page. There are no complicated instructions 
of code that are needed to run to display the images [19]. 
 
The old website had thumbnail images placed inside a table structure to show photos of 
the products made by the company. The thumbnail needed to be clicked to open a pop-
up window that showed a large version of the photo. This was made with simple 
JavaScript command. Since it seems like a hassle to close every image after looking at 
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the large version, and there are better ways to create image galleries, a new version was 
needed. The image gallery on the new website was made to work so that there is a large 
image placed in the middle of the page and underneath there is a row of thumbnails. It 
shows a set of six images and by clicking a button to the right, the next set of images is 
shown, and by clicking the thumbnail, the large image is shown.   
 
Using Mootools, which is an open source, object-oriented JavaScript framework, the 
new image gallery was created. “ Mootools allows to write powerful, flexible, and 
cross-browser code with its elegant, well documented, and coherent API” [20]. A good 
tutorial and a ready-made example of an image gallery that the company wanted was 
found, and it was on the Web for everyone to use, thus it was used as a base to the 
company’s version of the image gallery [21]. The downloaded code had to be 
implement to the HTML and CSS code which was already made for the website. 
Understanding of the code was needed, thus it was not made by copying and pasting the 
code to the new design. The look of the image gallery is the same, but functions within 
an HTML <div> tag instead of being a page with only the image gallery, like in the 
demo. The <div> element defines logical division within the document and it is 
typically used with HTML and CSS documents. [22] 
 
3.4 Publishing the Final Product 
 
The old website was so out of date, that while reading a book Web ReDesign – 
Workflow that Works, an idea came across: if a company is changing the visual design 
and the content of the new website, there should be an introduction to the new website 
[5]. I have recently come across to this tactic being used by many companies while 
surfing the Internet. 
 
The change from the old version to the new version is huge, in every aspect, for 
example turning the graphical user interface upside down and adding much more 
content. A decision was made to create a quick mockup of the final site to inform users 
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that the Verhoomo Reijo Hirvonen’s website is getting their website re-designed, and 
the new website will be published at the end of February.  
 
 
Figure 8. Under construction page. 
 
The so-called under construction page did also differ a lot from the old design, but the 
point is that it will first inform about the change instead of just suddenly changing. If 
the change was very sudden, a user who had been on the website a few days prior to the 
launching of the new website, might think he or she is on the wrong page and thus be 
driven away. 
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4 Usability Testing 
 
Usability testing is a good way to know if a website works and if it is easy enough to 
use. To do the usability testing, one can do it by investing lots of money and resources 
into it or it can be simply done by asking one’s neighbors and friends to do it. After the 
website has been tested, the one conducting the tests can see where the users run into 
trouble and learn from it and try to improve the site. One should always keep in mind 
that, “if you want a great site, you’ve got to test it”. After a while the creator of the site 
gets too used to it and cannot see its flaws or shortcomings. It also shows that not 
everyone thinks alike and not all the users are the same. Testing usability is not for 
solving arguments or solving if navigation A is better than navigation B, but to give the 
creator judgment and different points of view. [4,141-142]. 
 
If one has the money to do testing in a usability lab with good equipment, like a camera 
recording the user and a one-way mirror to observe the user from the other side, why 
not do it, but there is also a way to do it with a small budget, or in the case with 
Verhoomo Hirvonen, with no budget. Friends were asked to test the website of the 
client company. It is not necessary to have tens of people doing the testing; it can be 
done by just three to five people. The point is to test many times during the 
development project. The three to five people that are testing the first time, can uncover 
most of the usability problems on the site, and since there are not too many people, the 
one conducting the test will not end up with too many notes to go through and can solve 
the usability problems faster and be able to proceed with the next test, after having the 
problems solved of course. [4,146] 
 
When websites are to be tested, many decide to test users who they think will be their 
target audience or an average user. But actually there is no real average user and it does 
not make a difference who is tested. When sites are designed, professional and 
personnel working with a website, tend to find solutions that would work for most 
users, users that are considered average user. Everyone behaves differently and reacts 
differently to the Web. Therefore, it is difficult for the creator of a site to figure out 
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what is a good design, what is not, and how can it work for every type of user. Bad 
usability thinking means trying to figure out if people like menus on the top or on the 
side, and good usability thinking is when figuring out how the menus actually works. 
[4,136] 
 
4.1 Testing Methods 
 
There is no limit to who can do the testing. A good person to observe the test users 
would be someone who is patient and a good listener. Before the testing starts, it is a 
good idea to try not to discuss the website to be tested, and let the user figure it out. The 
testing should be done during different phases of the website’s development; during the 
planning and sketch phase, the testing should be done so that the test conductor is 
looking if the test user gets the idea of the website. Once there is a prototype and a 
usable version, the test should show if the users get the point of the site and give the test 
user some tasks to perform and see how they manage. [4,151-153] 
 
Testing the Verhoomo site started by choosing a few friends with different capabilities 
to use the Web and persons with different personalities. Due to the simplicity of the web 
site it was not seen necessary to have many usability test, although it is the basis of 
good usability. Thus one usability test was conducted with the client’s website, while it 
was going through the final design process. The purpose was to make sure the site 
navigation worked and was understood by users. No actual usability testing was 
conducted during the first designs of the site, but the client actively participated and 
gave feedback of what had been developed at each phase. 
 
The testing methods to use are either to conduct a Heuristic evaluation or perform a 
traditional usability testing. Differences with the methods are the willingness of the 
observer to answer questions and to provide hints on using the tested interface. With 
traditional user testing, the observer does not want to answer questions concerning the 
site and problems encountered during the testing. Rather the user discovers them and 
reports them to the observer, thus the observer gets answers to discover mistakes. Also, 
the user is requested to do discover answers by using the system. This type of usability 
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testing was also conducted with the Verhoomo Hirvonen web site. For heuristic 
evaluation, the evaluator goes through the site or application several times and inspects 
different elements and compares them with a list of the heuristics. [23] 
 
Usability heuristics by Jacob Nielsen: 
 
• Ensure good visibility of system status. 
• Have a good match between the system and the real world. 
• Ensure user control and freedom. 
• Use consistency and standards. 
• Design to prevent user errors. 
• Design to facilitate recognition rather than recall memory. 
• Provide for flexibility and efficiency of use. 
• Use aesthetic and minimalist design concepts. 
• Help users recognize, diagnose, and recover from errors. [24] 
 
4.2 Testing the Redesigned Site  
 
To understand how others see the website, and how others see the usability of the site, I 
wanted to find a few people to test the new website. Since the usability testing is also 
possible to do with no budget, it is a good idea to get opinions. A friend, who is very 
opinionated and an impatient person, was chosen to test the website. Because of his 
impatience, the feedback would be straightforward and give an idea of the usability. 
Other person chosen to test the re-designed website, is one that would be considered an 
average user. Although one could argue that there is no average user, every individual 
uses and reacts to the Web differently [4,136]. One more person was chosen for the 
testing. She is a middle-aged woman who finds it difficult to use the Internet, and to 
manage her way through websites and Internet. Someone might argue that to get good 
results, there should be many people who test the usability and the user interface of a 
website, but also there is the fact that only with five users will uncover 85 percent of a 
site’s usability problems [25]. Testing the client’s web site was conducted with only 
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three people, but still the feedback for the re-designed website was good enough to get 
an idea of mistakes in the design. 
 
The method of testing was to open the website in front of the test user, ask them to give 
comments while going through the web pages, as well as observing their behavior and 
actions made during the testing. Both negative and positive opinions were called for, 
also suggestions of what was missing and if there was something the user wanted to 
find but could not, or if there was some task they found difficult to perform. The task 
given to the user was to imagine that they had a worn out fabric on a sofa or a tear on 
their car seat and would like to get it fixed and were looking for someone to do it. The 
user was asked to find three things from the site, where the company is located, how can 
reference work be found, and what the company does. 
 
The impatient user managed his way through the website, and found the needed 
information fast enough for his needs. Comments were given for changing three links, 
so the user can also get to the next page by clicking an image, not only with the written 
link “Avaa tuoteryhmä”. Figure 9 shows what the links and the images above the links 
look like. 
 
 
Figure 9. Links to a page containing the group of products. 
 
While observing the users, it was noticed that every one of them clicked the image first 
thinking it was a link, but after noticing it was not, the user chose the text link with no 
hesitation. There is an image gallery, which proved to work well, the images are 
converted to a smaller size and suitable for the web, because this makes it faster to load 
and present the images, and this will not upset the user. Several studies have indicated 
that the speed of downloading is an important factor with websites; if a website 
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responses fast enough, the user will remain uninterrupted and get a feeling of looking at 
the same data [8,42-47]. Even for an impatient user, the website worked well, thus the 
simple and neutral user interface design, and the clear placing of content and links 
shows to work well. [26] 
 
The next person testing the website was considered as an average user, meaning that she 
uses the Internet on everyday basis and can fairly easily manage her way around. With 
the help of her opinions, a conclusion of the user interface would be achieved: does the 
site give a pleasing appearance to the user or will the simple design push the user away. 
The test user was pleased and found all that was needed from the website, and did not 
have any problems finding links leading to the content she was searching for. The 
company’s contact information page has a Google Maps implemented to it, showing the 
location on a map. The test user found this to be a good feature, meaning if she wanted 
to see where the company is located, she did not have to go to a new website and find a 
map. [27] 
 
Since the first two test users were young people, and the Internet has been part of their 
lives since they were teenagers, one more opinion was needed for the new website. 
Therefore, an older person, who can barely use the Internet, was asked to test the 
usability of the website. The user managed to go through the website with no problems 
and found all the links that the page had. The image gallery has no instructions to how 
to use it, and such instructions would be really of no use; simply by clicking a 
thumbnail image a large picture appears on top. This showed that the website is easy to 
use. [28] 
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5 Conclusions 
 
The outcome of this thesis was a redesigned web site for an upholstery company 
Verhoomo Reijo Hirvonen Ky. The old design needed to be updated with a new 
graphical user interface and new technology. The lack of a good image gallery was a 
major factor in wanting to redesign the site. Also, the look of graphical user interface 
was not pleasing. The image gallery shows the products the company upholsters and 
will hopefully bring more customers to the company; the company wants to inform their 
customers of the possibility to upholster not only furniture but also cars and boats, and 
images are a good way to communicate. 
 
The planning phase of a website, or any project, is the first and an important part of the 
process. Planning means knowing the client (of the redesign), knowing their 
competitors and the target group of the website. The next phase is to plan the actual site; 
the site structure, content for the site and copyrights, navigation, and the new graphical 
user interface. All the way from the planning phase, usability needs to be considered. 
Usability of a web site is a major part of the project, and should be thought out 
carefully. Thinking and designing good usability is basically just common sense, 
sometimes it becomes obvious only after it is pointed out [4,5]. Usability is combined 
with everything on the web site and to make sure the site functions and pleases the user, 
usability tests should be conducted. One usability test at the end of the project is not 
enough to get reliable answers, but many tests during the processes will provide useful 
information which can be considered already during the creation of the web site.  
 
Everything with the Verhoomo Hirvonen site has been kept simple thus being good in 
terms of usability. The weakness of the project was that it has been made free of all 
costs. This will always limit the project, but it was still possible to get the project done. 
Usually it is a good idea to hire a specialist to do certain parts of the project, such as a 
team for usability testing, a team for the technical part of the site creation, and a team to 
handle the graphical part. Only one person has produced all of the tasks in the creation 
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of Verhoomo Hirvonen’s web site. This is a weakness since there is only one opinion 
instead of having teams concentrating on a specific area and giving many opinions.  
 
The content of the website is consistent and needs very little updating, except the image 
gallery which might be getting a new image once in a while. In the future, the client will 
handle the updating of their image gallery and in some cases they might need the 
assistance from outside, mostly from me. The need for updating the images is 
diminutive, so the point of making an administrator site would be unnecessary. For the 
future, this is an option that is to be kept in mind, in case the business grows, which will 
also demand more from the website.  
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Appendix 1: Example of a Client survey  
(adapted from the book Web ReDesign 2.0 | Workflow that Works) [1, p.42-23] 
THE CLIENT SURVEY  
 
General Information 
1. What is the name of your company and 
your current (or intended) URL? 
 
2. Who are the primary contacts from your 
organization, and who has final approval 
on the project? Please list names, titles, 
email addresses, and phone numbers. 
 
3. What is your intended launch date for 
the new site? Are there any outside 
considerations that might affect the 
schedule (for example, PR launch, 
tradeshow, annual report)? 
 
4. Do you have a specific budget range 
already established for this project? Can 
this project be divided into phases to 
accommodate budget and timing 
constraints? 
 
Current Site 
1. Do you feel your current site promotes 
a favorable user experience? Why or why 
not? 
 
2. What specific areas of your current site 
do you feel are successful? Why are they 
successful? 
 
3. What shortcomings exist with the 
current site, and what three things would 
you change on the site today if you could? 
 
4. Have you conducted usability tests or 
gathered visitor feedback for your current 
site? If so, how long ago? Please include 
any reports or findings. 
 
5. How important is it to maintain your 
current look and feel, logo, and branding? 
 
 
Reasons for Redesign 
1. What are the main reasons you are 
redesigning your site (new business 
model, outdated site, expanded services, 
different audience)? 
 
2. What are your primary online business 
objectives with the site redesign? What 
are your secondary objectives? 
(Examples include increased sales, 
marketing/branding awareness, and fewer 
customer service calls.) Please discuss 
both long- and short-term goals. 
 
3. What is the main business problem you 
hope to solve with the site redesign? How 
will you measure the success of the 
solution? 
 
4. What existing strategy (both on- and 
offline) is in place to meet the new 
business objectives? 
 
Audience/Desired Action 
1. Describe a typical site visitor. How often 
are they online, and what do they 
generally use the web for? Give basic 
demographics: age, occupation, income 
level, purchasing habits. (Use as much 
detail as possible in profiling your target 
user. Profile more than one type if 
appropriate.) 
 
2. What is the primary “action” the site 
visitor should take when coming to your 
site (make a purchase, become a 
member, search for information)? 
 
3. What are the key reasons why the 
target audience chooses your company’s 
products and/or services (cost, service, 
value)? 
 
4. How many people (as far as you can 
tell) access your site on a daily, weekly, or 
monthly basis? How do you measure 
usage? Do you forecast usage to increase 
after the site launch and by how much? 
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Appendix 1: Example of a Client survey  
THE CLIENT SURVEY (continued)  
 
Perception 
1. Use a few adjectives to describe how 
your site visitor should perceive the new 
site. (Examples include prestigious, 
friendly, corporate, fun, forward thinking, 
innovative, and cutting edge.) Is this 
different than the current image 
perception? 
 
2. How is your company currently 
perceived offline? Do you want to carry 
the same kind of message through your 
website? 
 
3. How does your company differentiate 
itself from competitors? Do you think your 
current audience differentiates you from 
your competition? Please list competitor 
URLs. 
 
4. List the URLs of any sites you find 
compelling. What specifically do you like 
about these sites? 
 
Content 
1. Will this site use existing content from 
the current site? If so, what is the source, 
who is responsible for approval, and has 
the content been audited? If not, will you 
be creating content in-house or using an 
outside provider? 
 
2. What is the basic structure of the 
content, and how is it organized? Is it a 
complete overhaul of the current site or an 
expansion? 
 
3. Describe visual elements or content 
that should be utilized from your current 
site or marketing materials (logo, color 
scheme, navigation, naming 
conventions, etc.) 
 
4. How will the content of this site (along 
with functionality and navigation) expand 
or differ from your current site? Do you 
have an existing sitemap for the outgoing 
site structure? Do you already have a 
sitemap or outline for the proposed 
redesign? 
 
 
Technology 
1. What is your target platform and 
browser? Whom can we talk to in your 
organization to help respond to technical 
issues? 
 
2. Are there specific technologies (Flash, 
JavaScript, DHTML, etc.) that you would 
like to use in the site? If so, how will they 
enhance the user experience? Please 
describe in detail. 
 
3. Will you have database functionality 
(dynamic content generation, 
personalization/login)? Do you already 
have a database in place? Please 
describe it in detail, including specific 
information regarding existing programs 
and software. 
 
4. Will you have a need for secured 
transactions (e-commerce)? Do you 
already offer transactions online?  
 
5. Will you require other specific 
programming needs (such as 
personalization or search capability)?  
 
Marketing/Updating 
1. How do most people find out about your 
current website? What kind of triggers 
prompts a visit (referral links, incentives, 
search engine terms)? What methods of 
distributing the URL already exist within 
the company on and offline? 
 
2. Briefly, what are your short-term 
marketing plans (specifically, for the site 
redesign and the 6 to 12 months following 
launch)? 
 
3. Do you have an existing or planned 
marketing strategy in mind to promote this 
site redesign? If so, please describe. 
 
4. Do you intend to keep the site updated? 
If so, how often? Who is responsible for 
updating and providing content? 
 
Additional Notes/Comments 
Please take as much space as you need. 
 
 
